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Nigel Wright
Group Chair

This document outlines 
our 2021 to 2025 
Strategic Plan and 
Business Priorities. 
The purpose is to 
deliver our corporate 

vision, which is: ‘to have a positive impact on 
people and communities by providing high-
quality homes, supporting independence 
and creating opportunities’.

We are conscious that the early period of this 
plan will be significantly affected by the 
COVID-19 pandemic. Our plan considers the
immediate and likely longer term impact of this.

We have three key strategic aims which are 
homes, independence and opportunities. 
We also have three supporting strategic aims 
which enable us to maximise our support for 
customers. These are customers at the heart, 
stronger organisation and one team.

This document, alongside our Long Term Financial 
Plan (LTFP), gives a clear statement of intent 
about our business priorities and outputs. It will 
be monitored and regularly reviewed to ensure it 
remains current and is achieving our agreed 
corporate aims. Our Value for Money (VFM) 
Strategy sets the Group’s VFM objectives to 
underpin the delivery of this plan.

Progress Housing Group is a unique organisation.
As the fourth largest provider of supported 
housing in the country we are the largest 
provider of supported living accommodation for
people with a learning disability or autism. 

The COVID-19 pandemic has presented us with 
some challenges, but also some opportunities. 

We have responded to the need for change by 
enabling more of our colleagues to work remotely, 
made more extensive use of video conferencing 
and developed a new website, web chat and 
texting service to support women experiencing 
domestic abuse. These and other changes to 
our working practices have both demonstrated 
our ability to respond in the most challenging of 
circumstances and also further strengthened the 
Group, increasing our resilience.

Over the years, we have become the partner of 
choice for many adult social care commissioners 
and health trusts across the country. We are also 
a large provider of general needs housing and 
independent living accommodation in Lancashire, 
Cumbria and West Yorkshire. In Lancashire, 
working primarily in two local authority areas, 
we provide homelessness accommodation and 
refuges. 

We also operate one of the largest Technology 
Enabled Care and Support (TECS) businesses in 
the North West, serving more than 40,000 unique 
customers from our Lancashire base. Alongside 
all of this, we are rapidly expanding the scope 
of our TECS offer, including responder and lifting 
services. Such diversity makes us one of the most 
varied associations of our size in 
the country.

For all these reasons, we place a huge emphasis 
on understanding the varied and unique needs of 
our customers and dedication of our colleagues. 
We pride ourselves on our record of innovation 
and commitment to partnership working. Above 
all, we believe passionately in our vision.

If you are a customer, a partner or a stakeholder,
we hope that our Business Plan gives you a good 
insight into the range and depth of our work. If we 
have worked with you before, may I thank you for 
your support. If we haven’t worked together yet, I 
do hope we can be of service in the future.

Chair's introduction
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At Progress Housing Group, we are incredibly 
committed to and proud of the work we do and 
the benefits we deliver to society and the people 
in our communities. We share a creative, ambitious
and collaborative spirit. By innovating, listening
carefully to the needs of our customers and working 
closely with our partners, we have developed
a diverse range of well-received services. We 
are committed to ensuring our approach reflects 
our values and delivers a transparent, open 
and trusting environment for all our customers, 
partners and colleagues. 

Our core mission is to provide good quality housing
for people who would otherwise struggle to meet
their own housing needs. We invest substantial 
amounts into repairs and improvements to keep 
our properties and neighbourhoods at a high 
standard. Our customers range from those who 
need support to live independently, to those 
who don’t. Our way of working is focused on 
individuals. We strive to enable our customers 
to live safe, secure and fulfilled lives by providing 
housing designed to meet their individual needs.

We know that many people need extra support 
to live independently (be that in the homes that 
we provide, or elsewhere). We provide this 
additional support in many different ways. For 
example:

• to older people through our independent  
  living co-ordinators and mobile responders
• to people with disabilities and carers through
  our technology-enabled care and support  
  services, delivered by our Progress Lifeline Team
• to those with learning disabilities or mental  
  health issues by collaborating with care  
  providers and adult social care teams to offer  
  supported living tenancies

• to people with disabilities by adapting their  
  homes
• to women and their children fleeing domestic  
  violence by providing a safe place of refuge
• to single people and families experiencing  
  homelessness by providing secure, 
    supported temporary accommodation and 
    possibly permanent homes
• to tenants struggling to maintain their existing
  tenancy, by providing personalised support  
  through our critical tenancy support scheme.

Many of our customers are also disadvantaged 
in terms of accessing training, education and 
employment. Our excellent relationship with 
them means that we are often ideally placed to 
provide the right support to overcome these  
disadvantages. We work together to create new 
opportunities ranging from:

• providing person-centred support to individual  
  tenants through our Progress Futures service
• sourcing work placements and training  
  opportunities in our organisation and
    partner organisations
• helping customers to become involved in  
  their local communities and the management  
  of their homes through our community   
  engagement and tenant involvement activities
• offering financial support to community  
  groups through our Community Investment  
  Fund
• applying for funding from and encouraging 
  partnerships with other organisations that 
  may benefit our customers, like the European 
  Social Investment Fund
• providing four different community facilities 
  based in areas where our housing stock is  
  more concentrated
• offering personalised welfare benefits advice 
  through our Financial Inclusion Team.

Strategy statement - a summary of our approach
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“...support to people with
disabilities and carers 
through our technology- 
enabled care and support 
services, delivered by our 
Progress Lifeline Team.”

Strategy Statement
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Through this Business Plan, we aim to create 
more homes, increase our support for
independence and create more opportunities 
for our customers. All of these things are 
important, and each one is closely related to 
the other. We remain committed to investing 
our surplus budget to deliver our strong social 
purpose.

Each year we refresh our Business Plan and 
restate our priorities for the next three to five 
years. We have a number of goals to achieve 
our business aspirations. Firstly we want to 
ensure our customers and colleagues are safe 
and aim to improve our health and safety and 
compliance standards. We have also committed 
to expanding our digital services and building 
our customer service offer. Customers have 
told us we do lots of things well, but there are 
areas where they would like us to be better. For 
example, getting it right first time and keeping 
them informed if something will take longer. 
They value high-quality maintenance services 
and want a range of ways to get involved and 
influence service standards. This feedback 
helps us to prioritise what we do and how we 
develop our services. We will invest in providing 
new homes and expanding our support 
services. We will manage the risks associated 
with our business and continue to deliver value 
for money in our business decisions. We are 
committed to delivering our equality, diversity 
and inclusion aspirations to ensure we combat 
inequality and promote opportunities for all. 
We want colleagues to feel supported and well 
trained to build capacity in the organisation, 
enable succession planning and ensure we have 
an organisation and team fit for the future.

We aim to meet and where possible, exceed 
the expectations of our customers, partners, 
stakeholders, regulators and government by 
meeting all national standards and working with 
our customers to further develop good practice.

The following paragraphs aim to summarise
the impact this plan will have and our top twelve 
areas of focus.

We will invest more in health and safety and 
compliance
We are committed to keeping everyone safe and 
delivering our compliance standards. We will 
work within legal and regulatory requirements 
and invest in our revised compliance 
commitments to provide our social and moral 
obligations.

We will transform our approach to customers 
and focus on right first time with decision 
making closest to the customer
Our person-centred approach will be the
foundation for everything we do. We will work 
closely with our customers and partners to share 
and explore new ideas to shape a genuinely 
customer-focused organisation and shout 
about the vital work we do to support the most 
vulnerable in our society.

We will transform our approach 
to development
Our priority lies in creating more homes. We will 
change our approach to development so we can 
more than double our current output. We aim to 
deliver more than 250 new homes each year to 
provide much-needed housing and added social 
value. We will look to explore more land led 
development and opportunities for partnership 
working including Wave funding.

The future



We aim to be a successful house builder 
for sale
We will continue to develop Concert Living as a 
successful, respected house builder. It will
contribute to the Group’s development targets 
by providing a proportion of affordable homes 
and recycling significant profits back into the Group.  

We will continue to be a market leader in 
accommodation for people with a learning 
disability or autism
We will re-establish ourselves as a developer in 
this field. 

This will include closer working with 
commissioners, care providers and other housing 
providers, and new opportunities such as our 
leasing product. We will thoroughly review our 
approach to the management of supported living
accommodation to ensure that we remain market
leaders in terms of quality and customer service.

We will work with others to ensure specialised 
supported housing is understood and 
supported. Our approach to growth will 
focus on key areas where there is demand, 
commissioner support and where we have 
existing services and concentration of 
accommodation. We will consider partnership 
and acquisition opportunities to attain our 
growth plans.

We aim to continue to be a strategic
provider of homeless support services
and refuges in Lancashire
In the face of constant funding challenges, we 
will continue to provide accommodation and 
support for people experiencing homelessness 
and women and their families fleeing domestic
violence. Given the very turbulent operating
environment for services of this kind, growth
opportunities are limited. Sustaining existing 
services will be the priority. We aim to become 
renowned as a committed provider of excellent 
services. We will explore where our managed 
services can be extended to increase our 
homeless services offer.

We will formulate a new environmental 
strategy 
We are committed to reviewing our 
environmental approach and to developing a 
carbon reduced philosophy to work towards a 
net zero carbon commitment.

We aim to be an employer of choice
Our commitment to colleagues includes 
providing support, training and development to 
equip people to do the best job possible, with 
our values driving all behaviours across the 
whole organisation in everything we do.

We will innovate in areas where we can lead 
the way
We will innovate in key aspects of our business 
to maximise our offer to customers and achieve 
our Business Plan aims. 
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Our TECS service will establish a national 
reputation for innovation and customer service
We will continue to grow the service 
throughout the life of the Business Plan in 
line with our agreed targets. We will review 
our geographical footprint, grow our contract 
and private pay customers and consider 
partnership and acquisition opportunities to 
attain our growth plan. We will aim to retain our 
high standard of service and accreditation 
throughout this substantial growth period.

We will get the basics right and continue to 
improve performance
We will focus on improving performance on 
voids and arrears alongside an ongoing 
investment in our technology, infrastructure, 
colleagues and non-executive team. This will 
ensure we have the right equipment, skills and
experience to deliver this Business Plan.

We will take a long term focus
While this Business Plan covers the next few 
years, we are also planning for the long term. 
We will identify where opportunities may exist, 
look for partnering opportunities and make 
decisions for long term success and stability.

We will be securing new funding during the 
period of this Business Plan to ensure we are 
able to deliver all the agreed outputs.

We are committed to a G1, V1 status as 
assessed by our regulator. We are under 
no illusion that this Business Plan and 
these priorities will be difficult to deliver in 
a challenging and competitive environment 
not least due to the impact of the COVID-19 
outbreak. We know that it will require the 
absolute commitment of every member of 

our colleagues, executive and non-executive 
and collaboration with our partners and 
customers. We have set out our key priorities 
to ensure everyone is clear about what we 
want to achieve and how we will get there. 
Understanding the barriers as well as the 
opportunities will mean we are focusing our 
energy on the right things to achieve our goals.
Several key strategies will help us to deliver our 
Business Plan outputs, in particular, these are 
our IT and Digital Strategy, our People Strategy 
and our business insight and engagement 
activity.

Fundamentally our Business Plan priorities 
are driven by our customers’ needs and 
expectations. Our IT and Digital Strategy and 
our People Strategy will enable delivery of these 
objectives, so we can achieve the targets and 
outputs set out in our Business Plan. This will 
require a step-change in our IT investment to 
deliver more self-service for our customers, 
new systems for colleagues to provide better 
service standards and new skills to provide 
high levels of customer service.

The longer term impact of COVID-19 on our 
customers and our organisation is reflected 
in the development of new services to 
support those most significantly affected by 
the pandemic. This includes creation of new 
digital services, offering new ways to connect 
to the organisation and influence decisions, 
participation in job creation and training 
schemes such as Kickstart, development of 
new homes through initiatives such as Next 
Steps accommodation and creation of local 
programmes of community and personal 
support.
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To have a positive impact on 
people and communities by 
providing high-quality homes, 
supporting independence
and creating opportunities.

Progress Housing Group’s employees and  
non-executives are committed to working  
together to achieve the organisation’s   
strategic aims.

We have identified the following values, which 
underpin everything we do.

People-focused
People are at the heart of our business. 
By treating everyone fairly and understanding 
their diverse needs and strengths, we can 
serve them better and provide services that 
positively impact their lives.

Forward-thinking
We search for and implement solutions and ideas
that overcome the challenges faced by our
tenants, customers, communities and partners.

Genuine
We are open and honest, with a friendly,
enthusiastic and energetic way of working,
which is true to what we stand for.

Expert
We lead the way through our knowledge and 
expertise, investing for a strong future and 
excelling in all we do to provide the best
possible standards of service.

Collaborative
We work in partnership with our tenants,
customers, colleagues, local communities
and other experts, bringing everyone together
to achieve more.

Our vision Our values
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The key drivers for providing more homes of 
better quality and safer communities are: 

• There is a shortage of housing nationally  

• Existing homes require ongoing investment  
  to maintain high-quality standards

• We want our communities to be great   
  places to live in.

Business Priorities
We will develop more new affordable homes 
and homes for sale.

Concert Living will generate profits by
developing homes for sale.

We will invest in our existing homes and 
neighbourhoods, to offer homes and places
of a high standard to meet customer
expectations and our environmental targets.

We will deliver our asset management
approach to remodel, divest or improve our 
lower performing stock to ensure our homes 
continue to be in demand and fit for purpose.

We will review our supported living housing 
management model to make sure we retain
our reputation for excellence in this field.

Strategic Aim 1

Homes
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The key drivers for promoting independence are:

• There is a shortage of housing for people  
  with support needs, particularly those with  
  a learning disability or autism. We are   
  nationally recognised experts in this area

• There is a growing population of people  
  who could sustain their tenancy and retain  
  independence in their own home with support

• There are rapidly developing technologies to  
  support wellbeing, health and independence.

Business Priorities
We will provide more supported housing,   
mainly supported living accommodation   
for people with a learning disability or autism.

We will provide and increase TECS services  
to assist people to live independently.

We will continue to provide homelessness  
services to support people who are homeless
or at risk of becoming homeless, alongside 
places of refuge to assist women and their 
families fleeing domestic violence.

We will expand our non-housing related support 
services for families and individuals experiencing 
difficulties. 

Strategic Aim 2

Independence

Strategic Plan and Business Priorities (BP) 2021 - 2025
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The key drivers for providing more
opportunities are:

• We are committed to offering people 
    life-enhancing opportunities, who would 
    generally find it difficult to gain such valuable
     experiences. A job, paid or unpaid is   
  known to hugely improve health and   
  wellbeing, while communities with higher
  levels of employment and opportunities  
  flourish

• As a local, trusted social business, we can  
  make a positive contribution by providing  
  new homes, training, employment and   
  new opportunities which otherwise may  
  not be available.

Business Priorities
We will support people through our Progress 
Futures programme and aim to increase the 
impact of our work.

We will deliver employment coaching and 
homelessness services, including prevention 
work.

We are committed to measuring social impact 
and will maximise social value across our   
services and business activities.

Strategic Aim 3

Opportunities
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We firmly believe that our colleagues and our 
volunteers are the most important resource we 
have. By working together as one team and 
valuing the contribution that every employee and 
volunteer makes, we will achieve even more. 

This, combined with an extensive range of 
specialist partners and their unique expertise, 
ensures we can deliver what our customers
want and need.

The following three strategic aims are ‘enabling’ and will assist the organisation to 
achieve our first three strategic aims shown on the previous pages.

Business Priorities
We will continue to enhance our approach to 
learning and development to ensure we have 
the right collective skills to deliver our
Business Plan aims. 

Not only will we invest in personal and 
professional growth for our colleagues, by 
developing our leadership, management and 
coaching, we can maximise everyone’s
contribution towards achieving our objectives.

We aim to be the employer of choice. At the 
heart of this is our intent to deliver our equality, 
diversity and inclusion commitments. We are 
committed to meeting the National Housing 
Federation Code of Governance and have 
identified a programme of work to deliver this 
standard.

Strategic Aim 4

One team - 
working together
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We aim to ensure that everything we do
delivers excellent results for our customers.

Our customers have a voice, both individually 
and collectively. We are committed to ensuring 
that this voice is always heard and that our 
services are shaped by it.

We will support people to work together to 
improve their local communities.

Business Priorities
We will re-design and revitalise our approach to 
customer service within the Group, focusing on 
getting it right first time and making decisions 
closest to the customer.

We will deliver a comprehensive range of
opportunities for tenants and customers to be 
engaged with the organisation and their local 
communities. Particular attention is given 
to opportunities for harder to reach tenants and 
customers.

We will gain high quality customer and business 
insight to inform decisions for current and future 
customers.

We will continue to work in partnership with 
customers through scrutiny and engagement 
activities, ensuring the customer voice is heard by
non-executives and throughout the organisation.

We will ensure that individual tenants can 
provide feedback on their own experiences and
lessons are learned from the feedback provided.

Strategic Aim 5

Customers at the heart
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We aim to be a strong organisation, finding
the right balance between our social purpose 
and a commercial focus.

Excellent performance, financial strength and 
continuous improvement are crucially
important to achieving our Business Plan aims.

We will focus on growing our business in
areas where we are most successful.

Business Priorities
We will improve our health and safety and 
property compliance delivery.

We will take and manage risks to deliver our 
agreed Business Plan outputs.

We will be innovative in achieving better services 
for customers. We will invest in technology, 
maximise efficiency and effectiveness, while 
investing in our infrastructure and.

We will aim to deliver our key performance
targets and VFM metrics.

We will formulate a new environmental strategy.

We will innovate where we can lead the way.

We have a long term focus.

Strategic Aim 6

Stronger organisation
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Business Priorities

We will develop more new

affordable homes.

Concert Living will generate profits 

by developing homes for sale.

We will invest in our existing homes 

and neighbourhoods, to offer 

housing and places of a high 

standard to meet customer 

expectations.

We will deliver our asset

management approach to remodel, 

divest or improve our lower 

performing stock to ensure our 

homes continue to be in demand 

and fit for purpose.

We will review our supported living 

housing management model to 

make sure we retain our reputation 

for excellence in this field.

Measures/Target

One thousand affordable homes to 

be provided by 2025. 

Identify new opportunities to 

access grant following the COVID-19 

outbreak.

Review our opportunities for 

partnership through Wave funding.

Increase our land led opportunities.

Achieve an operating surplus, as 

shown in the approved Concert 

Living Business Plan.

Investment will match the assessed 

need as detailed in the stock 

condition database. The key 

measure will be actual component 

replacements vs identified need. In 

2020 we delivered a lower number of 

component replacements as a direct 

result of COVID-19. We aim to catch 

these up in 2021/22.

Conduct an asset management 

review presented to the board 

annually, including:

 • Assessment of financial   

  and non-financial    

  performance

• Key strategic actions or   

  plans as a consequence   

  of the above.

Revised model to be agreed by 2021 

and implementation plan determined. 

Source

Balanced scorecard.

Development pipeline.

Partnership agreements.

Concert Living Business Plan.

Quarterly board reports.

Keystone analytical tool.

Balanced scorecard.

Environmental strategy.

Asset management annual report 

presented to the board.

Board reports.

Performance targets and measures

Strategic Aim 1  Homes
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Business Priorities

We will provide more supported

housing, mainly supported living 

accommodation for people with a 

learning disability or autism.

We will deliver TECS services to 

assist people to live 

independently.

We will continue to provide 

homeless services to support 

people who are homeless or 

at risk of being homeless and 

women and their families

fleeing domestic violence.

We will expand our non-

housing related support services 

for families and individuals 

experiencing difficulties.

Measures/Target

Approximately 30% of new 

affordable homes will be 

supported living (figure to be 

reviewed annually).

Collaboration with partners to 

promote specialised supported 

housing. 

Exploration of partnership and 

acquisition opportunities to achieve 

growth plans.

The number of unique customers 

should reach at least 65,000 by 

2023 (so more than 100,000 

individuals benefit, assuming at 

least one relative benefits from 

additional peace of mind along 

with the named service user).

Additional geographical areas 

and growth plans to be 

identified.

The number of service users

should at least equal the current 

level by the end of the Business 

Plan period (approximately 42 

bed spaces).

Exploration of where managed 

services can be extended or 

developed to increase our 

homeless services offer. 

The number of individuals and 

families supported will be greater 

than the current level and the 

average.

Source

Annual review and 

 development updates.

Annual Progress Lifeline.

Business Plan review.

Reviewed strategy with 

associated marketing and growth 

geography including partner and 

acquisition opportunities.

Balanced scorecard.

Report to board.

Annual report to board.

Performance targets and measures

Strategic Aim 2  Independence
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Business Priorities

We will support people
through our Progress Futures 
programme and aim to 
increase the impact of our work.

We will deliver employment 
coaching and homelessness 
services, including prevention 
work.

We are committed to
measuring social impact and 
will maximise social value 
across our services and
business activities.

Measures/Target

Seventy-five people 
supported, and the aim is to 
increase the impact on each 
individual.

The number of individuals and 
families supported will be at 
least as great as the current 
year.

Present a social value 
assessment to board annually 
summarising:
• Key aspects of social value  
  delivered during the year
• Key priorities for developing  
  social value and social   
  impact in 2020/21. 

Source

Balance scorecard.
Annual review.

Annual report to the board.

Annual report to the board.

Performance targets and measures

Strategic Aim 3  Opportunities
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Business Priorities

We will develop our approach 
to learning, personal
development and induction, 
to ensure we have the skills 
to deliver our Business Plan 
aims.

We will develop our approach 
to leadership, management, 
and coaching to maximise 
everyone’s contribution to 
achieving our Business Plan 
outputs.  

We aim to be an employer of 
choice.

Measures/Target

• Introduce our new induction  
  programme
• Introduce the learning and  
  development model.

• Introduce our leadership   
  model
• Improve colleague 
  satisfaction
• Invest in our workspace   
  project
•  Develop more agile 
    methods of working and 
    design workspaces to 
    support these changes
•  Implementation of equality,
    diversity and inclusion (EDI)
    action plan
•  Implementation of National 
    Housing Federation Code of 
    Governance.

• Improve colleague 
    satisfaction
• Invest in our workspace 
    project
• To ensure colleague safety  
    and support remains a top 
    priority throughout the 
    COVID-19 outbreak.

Source

People Strategy.
Induction programme
 review.
Training and development   
 plans.

People Strategy.
Workspace project plan.
EDI action plan updates.
Annual review of codes.

Feedback results.

Performance targets and measures

Strategic Aim 4  One team - working together
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Business Priorities

We will re-design and revitalise our 
approach to customer service within 
the Group, focusing on right first time 
and making decisions closest to the 
customer.

We will deliver a comprehensive
range of opportunities for tenants 
and customers to be engaged with 
the organisation and with their local 
communities. Particular attention is 
given to opportunities for harder to 
reach tenants and customers.

We will gain good quality
customer insight to inform
decisions for current and 
future customers.

We will continue to work in 
partnership with customers through 
scrutiny and engagement meetings, 
ensuring the customer voice is heard 
by non-executives and throughout 
the organisation.

We will ensure that individual 
tenants can provide feedback 
on their own experiences and 
lessons are learned from the 
feedback provided.

Measures/Target

Improved overall customer 
satisfaction rating.
Develop changes to service 
delivery to reflect new 
requirements. Our focus will be to 
keep customers safe and 
supported throughout.

Review presented to board 
annually including:
• Summary of engagement  
  opportunities
• Summary of customer and 
     business insight activity
• Summary of key impacts and   
     planned actions in response to 
     the above.

Improved rating from customers
regarding views being listened to and 
taken into account, as measured by 
the STAR survey.

Improved STAR survey rating. 
Examples of decisions influenced by 
insight and involvement.

See above.
Decisions changed or made as a 
result of customer and business 
insight. 

Review presented to board 
annually including:
• Summary of feedback   
  received
• Analysis of any issues or trends
  apparent from feedback
• Summary of key impacts and     
     planned actions arising from 
      above.

Source

Customer satisfaction survey.
Revised strategy, policies and 
procedures.

Annual report presented to
the board.

Business Insight Strategy
and action plan.

Customer satisfaction survey.
Revised strategy, policies and 
procedures.

Annual report presented to
the board.
Connections made with board and 
customers.

Performance targets and measures

Strategic Aim 5  Customers at the heart
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Business Priorities

We will improve our health 
and safety and property 
compliance delivery.
We will take and manage risks 
to deliver our agreed Business 
Plan outputs.

We will be innovative in
achieving better services for 
customers. We will invest 
in technology, maximise 
efficiency and effectiveness, 
while investing in our
infrastructure and colleagues.

We will aim to deliver our key 
performance targets and VFM 
metrics.

We will formulate a new 
environmental strategy

We will innovate where we 
can lead the way.

We will have a long term 
focus.

Measures/Target

Compliance action plan.
Risk management plan.
Health and safety action plan 
delivered.

Review presented to board 
annually including:
• Summary of feedback   
  received
• Analysis of any issues or  
  trends emerging from   
  feedback
• Summary of key impacts  
  and planned action arising  
  from above.

KPI results.

New strategy to be agreed in 
2020 with targets.
Measures and outputs 
delivered year on year.

Focus on innovation in our 
TECS activity.

Plans agreed for long term 
positioning (LTFP).

Source

Risk registers reviewed and 
reported on to SLT/board.
H&S meetings, reports to 
board and action plan
delivered.
Audit reports.
Compliance scorecard.

Project board plan.

Balance scorecard.
Annual reviews in key   
 business areas.
VFM annual review.

Annual report to board.

Examples of customer impact.

Board Business Plan and 
away days.
LTFP.

Performance targets and measures

Strategic Aim 6  Stronger organisation

During this Business Plan period we are continuing to work towards our return to G1 rating during 
2021 and managing the ongoing impact of COVID-19 during 2020.



Balanced scorecard indicators
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BALANCED SCORECARD

Actual Target

2018 / 2019 2019 / 2020 2020 / 2021 2021 / 2022 2022 / 2023 2023 / 2024
Comparison with VFM metrics

Be financially strong

Achieving budget surplus £000 £11,853,892 £9,645,000 £11,253,599 £8,633,555 LTFP LTFP Additional to VFM metrics

Concert Living annual profit before tax   -£277,900 -£305,044 -£249,840 -£246,129 LTFP LTFP Additional to VFM metrics

Headline social housing cost per unit 
(RSH definition)

£5,061 £5,244 £5,227 £5,711 LTFP LTFP As per VFM metric 5

General needs & independent living cost 
per unit

£3,527 £3,464 £3,696 £4,078 LTFP LTFP

Supported living cost per unit £8,340 £8,699 £8,496 £8,856 LTFP LTFP

Improve customer satisfaction

Responsive repairs satisfaction 98.5% 89.3% 89.3% 91.0% 92.0% 92.0%

Additional to VFM metric, based on in year 
satisfaction surveys. VFM metric is based on 2 
yearly STAR survey.

Arrears service satisfaction 86.4% 75.6% 82.9% 85.0% 85.0% 85.0%

New tenant satisfaction 88.2% 88.8% 92.9% 95.0% 95.0% 95.0%

Progress Lifeline service satisfaction 99.5% 98.2% 98.3% 97.0% 97.0% 97.0%

Complaints responded in timescale 99.7% 82.8% 87.0% 95.0% 95.0% 95.0%

Have a positive impact on communitities

Outcome STAR % change by Progress 
Futures

NEW 31.8% 25.5% >30% >30% >30% Additional to VFM metrics

No. of homeless service unit provision 86 86 86 86 86 86 Additional to VFM metrics

Outcome STAR % change by Key 
Unlocking Futures

NEW NEW 13.8% positive 
change

positive 
change

positive 
change

Additional to VFM metrics

WEMWBS % change by Key Unlocking 
Futures

NEW NEW 53.3% >30% >30% >30%

Be a leading employer

Employee sickness 4.2% 4.5% 4.4% 4.1% 4.0% 4.0% As per VFM metric 12

Employee turnover** 11.5% 11.8% 11.1% >10% and >12% Additional to VFM metrics, measures voluntary 
turnover only.

Employee satisfaction 77.2% 79.7% 83.0% 81.0% 81.5% 82.0% Additional to VFM metrics

Grow the organisation

Completions vs target 121 91 123 266 LTFP LTFP Additional to VFM metrics

Customers supported by 
Progress Lifeline 

40,012 49,677 50,502 57,766 65,055 70,000 Additional to VFM metrics

Reduce arrears and bad debts

Current tenant arrears 3.6% 3.9% 3.9% 3.8% 3.8% 3.7% Additional to VFM metrics. This measure is 
based on outstanding payment for all stock 
divided by annual rent debit. The VFM metric 
is taken from the Global Account calculation 
outstanding payment for all.

Former tenant arrears 0.8% 1.2% 1.1% 0.9% 0.8% 0.8%

Rent debit written off 0.1% 0.1% 0.3% 0.5% 0.5% 0.5% Additional to VFM metric, measures all Group 
stock.

Improve the quality of our hom

Appointments kept*** 93.1% 92.7% 93.3% 95.5% 96.0% 96.0% Additional to VFM metrics

Repairs completed in time**** 91.0% 94.8% 94.9% 95.5% 96.0% 96.0% Additional to VFM metrics

Repairs right first time*** 80.8% 83.7% 84.2% 85.5% 86.0% 86.0% Additional to VFM metrics

Planned works completed 1,580 / 1,753 1,295 / 1,290 1,173 / 1,413 Budget LTFP LTFP Additional to VFM metrics

Reduce the voids within our communitities

Relet times 88.4 99.3 124.2 104 97 94 Additional to VFM metrics. This measure is 
based on all relets for all types of stock. The 
VFM metric is based on general needs relets 
only.

Void rent lost 6.2% 6.2% 7.1% 6.4% 6.2% 6.1% Additional to VFM metrics. This measure is 
based on all relets for all types of stock. The 
VFM metric is based on rent lost from social 
housing only.

Void rent lost less voids paid by 
others*****

3.9% 4.3% 5.2% 4.6% 4.5% 4.3% Additional to VFM metrics

*   This is the percentage change in wellbeing reported by individuals who have experienced the Progress Futures programme
**   This is the number of employees choosing to leave and does not include involuntary leavers
***   These indicators monitor the performance of our internal maintenance workforce only
****  This indicator measures responsive repairs orders not managed through the Group’s automated appointment system (DRS) the vast majority 
        of which will be repairs completed by external contractors
***** This indicator measures the amount of rent lost due to voids less the value received from others to cover void losses
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VFM metrics
These are the seven RSH VFM metrics and the 14 additional indicators used to measure the 
Group’s VFM. Please note that some of the following indicators differ from the balanced scorecard 
calculation as explained in the balanced scorecard indicator table on the previous page. 

 1 Reinvestment % 7.2% 4.4% 3.7%      6.7%     7.2%   7.1%                    Global Accounts

2a New supply delivered 1.5% 1.4% 1.2%     2.7%     2.4%   2.9%                    Global Accounts
 (Social housing units)

2b New supply delivered 0.0% 0.0% 0.1%      0.4%     0.7%           0.5%                   Global Accounts
 (Non-social housing units)

 3 Gearing % 44% 44% 43%     43%    43% 42%                     Global Accounts

 4 EBITDA MRI as a % of interest 170% 259% 309%    228%          342%         354%                    Global Accounts

 5 Headline social housing £3,835 £5,242 £5,365  £5,728         £5,368      £5,326                    Global Accounts
 cost per unit

5a General needs & independent £3,630 £3,464 £3,716          £4,059        £3,686      £3,671                    Global Accounts
 living cost per unit

5b Supported living cost per unit £9,990 £8,699 £8,794           £9,303       £9,068      £9,227                     Global Accounts

6a Operating margin  25.7% 23.3% 21.3%     17.6%    20.3%  22.4%                   Global Accounts
 (social housing lettings only) 

6b Operating margin (overall) 23.1% 21.2% 19.7%      16.2%      19.8%    20.8%                  Global Accounts

 7 Return on capital employed 3.4% 3.2% 3.2%     3.0%     3.9% 4.0%                     Global Accounts

 8 Overall satisfaction index 77.8% 80.6% 80.2%       81.0%       81.0%    81.0%                  TLF Independent Survey

 9 Repairs tenant satisfaction 77.3% 74.3% 74.7%       77.0%       77.5%     77.5%                  TLF Independent Survey

10 Neighbourhood satisfaction 79.8% 85.6% 86.0%       84.0%       84.0%     84.0%                  TLF Independent Survey

 Views taken satisfaction 71.1% 71.4% 69.7%        77.0%       77.5%    77.5%                  TLF Independent Survey

12 Workforce sickness levels 1.8% 4.5% 4.4%       4.1%     4.0%  4.0%                    Office of National Statistics

13 Employee turnover 6.3% 11.8% 11.1%         > 10.0%/    > 10.0%/   > 10.0%/                   HouseMark

                     < 12%        < 12%       < 12%               

14 Current tenant arrears (FVA) 2.9% 4.0% 3.9%     3.8%     3.8%   3.7%                    Global Accounts

15 Former tenant arrears (FVA) 1.1% 1.2% 1.1%     0.9%    0.8%  0.8%                    Global Accounts

16 Rent collected 100.4% 99.5% 100.0%       99.5%          99.5%    99.5%                  HouseMark

17 Number repairs per unit 3.4 4.2 3.9   4.0               4.0            4.0                        HouseMark

18 Decent Homes Standard 78.7% 82.5% 84.0%       82.0%       82.0%     82.0%                  Statistical Data Return

19 General needs relet times 26 21.2 31.0  23.0 22.0 21.0                     HouseMark

20 Rent lost due to social voids 1.1% 5.7% 6.0%       4.8% 4.8% 4.8%                     Global Accounts

21 Vacant social stock 0.9% 3.2% 4.1%      3.5% 3.5%             3.5%                   SDR

  

No Metric                                        2019 /20 2019/20 2020/21       2021/22      2022/23      2023/24            Benchmarking Source      

  Peers Progress Housing Group

                                                               Actual                   Actual                                       Target     

16.2%
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Appendix 1 - Operating environment

We work across the public, private and voluntary sectors, all of which have been significantly affected by 
the COVID-19 outbreak.

The impact of this operating environment on our customers will be significant. Our customers are amongst 
the most disadvantaged in our society, and many will be financially worse off as a consequence of welfare 
reforms. Accessing new and good quality accommodation is likely to be harder with limited grant available 
to assist new-build rented programmes.

Our operating environment offers a range of challenges and opportunities. We have carried out a Strengths,
Weaknesses, Opportunities and Threats (SWOT) analysis and have identified key risks as follows:

•   Managing the longer term impacts of COVID-19
• Government policy, i.e. welfare reform, rent policy uncertainty, focus on home ownership, supported   
  housing funding uncertainty, political change and economic uncertainty
• Social and economic pressures, for example, public sector spending cuts and the impact of inflation
• Increased expectations and health and safety requirements placed on social housing landlords
• Limited grant for new developments and revenue support for core services such as support for    
  older or vulnerable people and support for homeless people
• Changing needs and demographics, for example, an ageing population, higher levels of disability, more   
  single-person households
• Rising expectations of customers, for example, for a wider range of services to be delivered digitally
• Changing demands from our regulator, for example, to have a more thorough understanding of our 
     assets and the return generated from them, and further pressure to reduce costs, offer value for money
     and identify potential risks
• The reputation of social housing amongst potential future customers, government and the wider   
  population
•  New entrants into the development market bringing new competition
•  Delivering environmental and carbon reduction programmes.

In developing this plan, we have considered how we might mitigate and manage these risks while ensuring
we continue to provide new and extended products and services to our customers to deliver our 2025 
Strategic Plan and Business Priorities outputs and aims.

Our SWOT analysis has identified several organisational strengths, which include our supported living 
expertise, our services for older people, our skills in the provision of accommodation, our telecare expertise,
our reliable housing management service and our effective community engagement arrangements.

Underpinning these strengths we also have excellent financial strength, a strong partnering ethos, 
high levels of customer satisfaction, a commitment to improve the quality of life of our residents, new 
development expertise, a ‘can do’ attitude, a knowledgeable and talented workforce, an excellent service 
offer and creative problem-solving approach.

We identified that a significant focus for the next few years is to improve performance on compliance, voids 
and arrears alongside an on-going investment in our technology, infrastructure and colleagues and non-
executive teams to ensure we have the right equipment, skills and experience to deliver the 2025 Strategic 
Plan and Business Priorities. We recognise that to achieve these Business Plan outputs, we must be 
effective, efficient and strive for continuous improvement



Appendix 2 - About us, corporate infrastructure and leadership

Making a difference
This is a description of the kind of organisation we are. It describes our achievements and qualities. It 
presents the starting point for the next stage in our development. Our vision for the future is shown in the 
following pages of our Business Plan.
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Why are we unique?
Because we make a
difference in many

different ways.

We are a great team
• We have a vast wealth of knowledge
  and experience

• By working together and supporting
  each other, we have reshaped our
  organisation, ready to face the
  challenges of the future

• We are driven by our social values
  and by our social purpose, which
  includes a genuine belief in fairness
  and in the contribution we can make 
  to a more equal society.

We are leaders:
• Nationally - supported living

• Regionally - TECS, homelessness

• Locally - social housing, older  
  people’s services.

We listen to and
understand our
customers, through 
our engagement 
activities and our 
insight work.

We have grown
• We have built new homes every year 
• Our TECS has more than doubled in the  
  last few years
• The benefit we create for society - the 
  social value - is significant and growing.

We are the largest provider of   
supported living accommodation 
for learning disability and autism   
in England.
We are the fourth largest supported  
housing provider of any type in England.

We are one of the 
largest providers
of technology- 
enabled care and 
support (TECS) in 
the North West. 
 

We are financially strong
We generate surpluses, have 
a diversified income base and
can withstand some significant
challenges.

We are ambitious, entrepreneurial
and innovative. This has made us
very diverse.
We have used a wide range of funding 
models, such as:

• Non grant-funded supported housing
• Private Finance Initiative (PFI)
• Public/Private Partnership (PPP)
• Leased in
• Self-funding.

And a wide range of products, making 
us exceptionally diverse:

• General needs
• Housing for older people
• Supported living
• Other supported housing, including
  homelessness
• Keyworker accommodation
• Technology Enabled Care and 
  Support (TECS)
• Responder and lifting services
• Homes for sale and shared 
    ownership
• Witness protection
• Employment and training support.

And we innovate within the business 
too, such as our use of technology and 
agile working.
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We are a great team:
• We have a vast wealth of knowledge and experience
• By working together and supporting each other, we have reshaped our organisation, ready to face the   
  challenges of the future
• We are driven by our social values and by our social purpose, which includes a genuine belief in fairness
  and in the contribution we can make to a more equal society.

We listen to and understand our customers, through our engagement activities and our insight work.

We are leaders:
• Nationally - supported living
• Regionally - TECS, homelessness
• Locally - social housing, older people’s services.

We are financially strong. We generate surpluses, have a diversified income base and can withstand some 
major challenges.

Why are we unique? Because we make a difference. In many different ways.

We are ambitious, entrepreneurial and innovative. This has made us very diverse.

We have used a wide range of funding models, such as:
• Non grant-funded supported housing
• Private Finance Initiative (PFI)
• Public/Private Partnership (PPP)
• Leased in
• Self-funding.

And a wide range of products, making us exceptionally diverse:
• General needs
• Housing for older people
• Supported living
• Other supported housing, including homelessness
• Keyworker accommodation
• Technology Enabled Care and Support (TECS)
• Responder and lifting services
• Homes for sale and shared ownership
• Witness protection
• Employment and training support.

And we innovate within the business too, such as our use of technology and agile working.

We are one of the largest providers of technology-enabled care and support (TECS) in the North West.
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We are the largest provider of supported living accommodation for learning disability and autism in England.

We are the fourth largest supported housing provider of any type in England.

We have grown:
• We have built new homes every year
• Our TECS has more than doubled in the last few years
• The benefit we create for society - the social value - is vast and growing.

We listen to and understand our current and future customers, through our engagement activities and our 
insight work. 

The diagram illustrates, in simple form, our Group governance structure from April 2018. Highly effective 
governance is provided by Progress Housing Group, Progress Housing Association, Key Unlocking 
Futures, Concert Living and the Executive Board.

Scrutiny
Pool

Key
Unlocking

Futures

Concert
Living

Progress
Housing

Association

Progress
Housing
Group

Executive
Board and Funding

Appraisal
Team

Remuneration
and Nominations

Committee

Audit
Committee
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Who we are and what we do

1) Who we are

2) Why we do what we do

3) What we do

4) How we do it

5) How we measure what
  we do

6) Impact on people

We are a housing association that originated in the North of England but 
provides housing and related services right across the country. 
Our general needs and older persons’ accommodation are located in 
the North West, our keyworker accommodation is mainly located in 
Lincolnshire; and our supported living accommodation is situated 
throughout England and the southern borders of Scotland. A wide 
range of person-centred services are provided to support independence 
and opportunities, alongside many services and accommodation to 
help people who are homeless or threatened with homelessness.

We believe everyone has the right to a decent, safe, secure home. 
Personalised support helps people to be independent and maximise life 
opportunities, and we want to do everything we can to assist people to 
live well.

• General needs and leasehold
• Independent living
• Supported living (mainly for people with a learning disability,   
  autism or enduring mental health issue)
• Other supported housing, including homelessness accommodation  
  and women’s refuges
• Keyworker accommodation
• Technology Enabled Care and Support (TECS)
• Responder and lifting services
• Homes for outright sale and shared ownership
• Witness protection
• Person-centred support to enable people to access education,   
  training and employment opportunities.

We have a strong commitment to working in partnership. This puts 
customers at the heart of our decisions and encourages participation
by all. Our energetic colleagues are the foundation of our success. 

We set key targets and publish our performance against these.  
Customers shape and challenge our service standards, value for money 
and improvement plans through our scrutiny arrangements and other 
engagement mechanisms. We compare our performance with others 
to challenge our thinking.

We capture the impact of our work on individuals and communities 
to understand how our key externally-facing strategic aims of homes, 
independence and opportunities make a positive difference. We help 
people live better and achieve their goals.
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There is a lot going on, so we summarise our priorities using More, Better, Together.

We want to do more because there is a huge need for our services and to help meet this need we need 
to grow. It also means doing our best to protect services that are under threat, for example, support for 
homeless people and women fleeing domestic violence.

We want to do things better because there is always room for improvement. This means looking for new
ways to do things, improving our performance and listening to customers to make customer service a 
key priority.

We want to do it together because by working together and supporting each other we will achieve far 
more for and with our customers.

The Group and Progress Housing Association operate under a virtual and overlapping governance 
structure. Three standing committees support the board: Audit, Remuneration and Nominations and
the Scrutiny Pool. There are a range of tenant mechanisms that inform and support the board’s decision 
making, with tenants on the Scrutiny Pool reporting directly to the board. The Executive Board and
Financial Appraisal Team act under delegated authority to oversee operational matters.

Key Unlocking Futures and Concert Living operate as independent boards under appropriate procedure 
agreements.
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Appendix 3 - Equality, diversity and inclusion

The Group is committed to promoting equality, diversity and inclusion and a culture that actively values 
difference and recognises that people from diverse backgrounds and experiences can bring valuable 
insights to the Group and enhance the way we work.

We aim to be an inclusive organisation, where diversity is valued, respected and built upon, with an ability 
to recruit and retain a diverse workforce and board of management that reflects the communities we serve.

This includes compliance with relevant equality legislation, the Equality Act 2010, Codes of Practice and 
appropriate best practice guidance. Our Equality and Diversity Strategy builds on the legal position to 
ensure effective policies and practice promote equality.

The Group aims to tackle discrimination or disadvantage and promote diversity. We aim to ensure that no 
individual or group is directly or indirectly discriminated against for any reason concerning employment or 
access to our services.

The Group will, therefore, ensure that:

  1. Individuals are treated fairly with dignity and respect regardless of their age; disability; gender 
   reassignment; marriage and civil partnership; pregnancy and maternity; race (includes colour,  
   nationality and ethnic origins); religion and or belief; sex; sexual orientation; social or economic   
   background, or any other inappropriate distinction.

  2. We seek to provide all individuals, customers and employees the opportunity to fulfil their    
   potential through services which meet their needs and support their aspirations.

  3. We promote an inclusive and supportive environment, which promotes equality, and values    
   diversity for all people we are in contact with.

  4. We respect the dignity and worth of each individual and promote mutual respect between   
   groups based on understanding and valuing diversity, underpinned by a respect for equality   
   and human rights.
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Appendix 4 - Social value

We seek to deliver social value for the customers and communities that we serve whilst minimising harm, 
maximising benefits, and being accountable and responsive to all stakeholders. We look to achieve 
these impacts whilst building strength and strong financial results to enable us to continue to achieve our 
purpose and corporate aims.

To these ends, we will ensure that we conduct our affairs in a way that demonstrates the ethical approach 
we take to delivering our business. This means taking account of the social, economic, and environmental 
impact, and respect for human rights.

The key activities identified as part of our commitment to social value in alignment with our strategic aims 
are: 

  • To improve tenants’ health and wellbeing, measuring the impact of service intervention and the 
            improvements made over a period of time

  • To develop new skills, knowledge, and confidence and support tenants to seek and gain local 
   and sustainable employment and volunteering that will enable tenants to reach their full potential, 
   primarily through Progress Futures and Key Unlocking Futures services

  • To carry out a number of activities that promote environmental awareness within communities 
   supported and managed through an environmental strategy

  • To prevent and deal effectively with anti-social behaviour within our communities, increasing 
   confidence in the way we respond to issues

  • To deliver value for money services as a stronger organisation and in line with our Value for Money 
   Strategy

  • To measure social value throughout the organisation including in procurement, maximising social 
   value across our services and business activities. 
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Appendix 5 - Value for money 

Our Value for Money (VFM) Strategy is central to the delivery of our Business Plan strategic aims. Each year 
we publish a VFM statement to demonstrate how we are continually working to deliver VFM to all stakeholders.

We have identified our two VFM priorities which are:
  1. Asset Growth and Management.
  2. Service Costs & Benchmarking.

These activities are where the Group makes the most substantial investment and therefore provides the 
best opportunity to add value. 

Full details can be found in our VFM statement and strategy published on our website    
www.progressgroup.org.uk

VFM underpins all of our strategic aims, but specifically, our Asset Management Strategy helps us to deliver 
an important part of our strategic aim of ‘Providing More and Better Homes’. It provides a framework for 
the Group to manage stock proactively and support Business Plan objectives. It links knowledge of the 
stock gained to date, the property requirements in response to local demand and customer aspirations, 
and what is affordable in the Group’s financial plan.

Understanding the costs of services, how they change over time, how we compare to others and our 
future cost estimates are crucial to managing our cost base. This activity underpins our strategic aim to 
‘Develop a stronger organisation to deliver maximum results’.

We have a clear understanding of our position for each of the Regulator’s VFM Metrics and prioritise which 
metrics we want to focus on. While we recognise the importance of all of the metrics, we have prioritised 
the cost per unit, reinvestment and new supply metrics supported by this strategy to deliver our Business 
Plan objectives.

We monitor key performance indicators and set targets, for example, the reduction of average void times 
of our general needs and independent living properties to make them available more quickly.

Our plans going forward clearly demonstrate our intention to increase development and invest in existing 
homes. Our future targets, as outlined in the 2019/20 VFM position statement, detail our medium-term 
investment commitment over the next five years. These will have a positive impact on our VFM metrics.

Approved spend of £97 million over the five years to 2022/23 to provide 1,016 new units across a balanced
programme of supported living, general needs, section 106 and shared ownership which will create a
positive net present value. 

Approved three-year programme for outright sale for Concert Living to develop 200 homes for sale by 
2023.

Approved investment of over £30 million to deliver 8,600 new components (for example bathrooms and 
kitchens). 
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Appendix 6 - Risk management

Business planning and risk assessment are complimentary. It is vital to assess risks that affect our ability
to meet its key objectives, either through things going wrong or missed opportunities. It is important that 
business objectives and approach to risk are clear, current, appropriate and set by the board.

The Group has a Risk Management Strategy which outlines how risks are captured within risk registers 
at strategic, senior management and operational levels, using a standard format – risk assessments are 
reviewed and revised at least quarterly. Risks continue to be assessed by likelihood and impact using a 
matrix to give a high, medium or low rating.

The Group undertakes extensive stress testing both annually (as part of the long-term financial plan update) 
and when the need arises throughout the year. Specific mitigating strategies have been developed to 
ensure the Group is best placed to respond to a risk should it crystalise. Our long-term financial plans 
contain several assumptions, such as inflation, interest rates and unit sales. The planning model, and our 
assumptions, are based on current information and are validated by a third party review where possible.

The continued importance of housing in the political agenda exposes the Group to political, statutory and 
regulatory risks. Our board continuously monitors these risks and how these will impact the financial position
of the Group. In particular:

  • Welfare reform changes will affect the ability for our customers to pay their rent. The Group keep  
   a watching brief on the government agenda and is actively working with our customers to ensure   
   they have the support they need to manage their income and sustain their tenancies

  • Our refuges and homelessness services are at risk from cuts to Supporting People funding and  
   other welfare reforms. These are forcing the Group to review the delivery of this service.   
   Close working relationships with local authority Housing Benefit departments has enabled the 
   effective exchange of information to target resources to those affected. We have been working   
   closely with commissioners to assess the impact of the proposals. We are keeping up-to-date 
   with new funding opportunities for supported housing schemes and working with partners to 
            ensure services keep running

  • There is now some certainty on future rent levels post 2020; however there is a risk that costs will 
            increase faster than income due to inflation. Our long-term financial plans have been stress tested, 
            taking into account negative and low levels of inflation. We have incorporated prudent planning 
            assumptions on inflationary levels from 2020 onwards. We have identified trigger points within the 
            plans and undertake continuous reviews and monitoring of external factors which may influence 
            our income levels. We have committed to generating income from other sources (for example 
            growing the Progress Lifeline and Technology Enabled Care and Support service)

  • The COVID-19 pandemic impacted on all business areas and risk management activities. 
            Business Plan outputs have been revised and a number of new operational processes have been
            implemented. These changes will be applied throughout the current year and beyond as 
            appropriate to manage the COVID-19 situation. Our focus will be to keep customers and 
            colleagues safe and supported throughout
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  • The government has expressed their expectation that Registered Providers will contribute to 
   the increase of housing supply across the country. The Business Plan outlines our proposals to 
   increase our development activity and to do this, the Group has reviewed its Development Strategy 
   and will ensure it commissions specialist skills where required to support the programme

  • The Group have assessed the individual risks it faces as a result of ‘Brexit’ and has concluded that 
            none of those risks will have a significant impact. However, it recognises that cumulatively the 
            various scenarios could have unforeseen consequences. Work has been undertaken to stress test
            those scenarios and ensure that mitigating strategies are in place. Regular reports have been 
            presented to the board to ensure they have been kept up-to-date with the Group’s Brexit 
            preparation.

To enable the Group to continue to develop more social housing properties, we have committed to a 
programme developing homes for outright sale and set up a development subsidiary (Concert Living Limited). 
There are risks attributed to entering into a new market, and we have recruited and commissioned specialist 
skills within the Group to provide the expertise required to manage the transition. If anticipated sales do 
not fully materialise, the Group could lose money, or may be left with unsold stock that requires alternative 
approaches or mitigations. Carefully written strategies and monitoring regimes have been established 
to ensure that there is a cap on the amount invested, number of unsold units and costs incurred - all of 
which is monitored via a dedicated board. The Group will not be dependent on sales to maintain operating 
margins.

The Group is at all times committed to the highest levels of controls to ensure the health and safety of its 
customers, colleagues and the public. The Group has considered the tragic events at Grenfell Tower and 
as part of its regulatory engagement has confirmed that the Group does not own or manage any buildings 
clad in an Aluminium Composite Material (ACM), nor any buildings higher than 18 metres. A Health and 
Safety and Business Continuity Working Party has reviewed preventative and responsive actions, and 
the board takes an active role in reviewing and managing health and safety governance arrangements. 
Significant investment is being made to strengthen our compliance framework to support a responsible 
position on health and safety across all compliance areas.

A structured and systematically applied control environment is a necessary prerequisite for any successful
business. The board drives the Group’s framework for risk management through well-structured strategies 
and policies. This is supported by risk-based internal controls. Our Audit Committee works on behalf of the 
board to ensure that this is the case through their risk assurance role. They oversee and monitor the annual 
external audit, and this is supplemented by the on-going review of our control and risk environment. The 
findings from these activities enables a yearly statement on internal controls to be developed for inclusion 
in the Group’s statutory accounts, providing an overview of the risk, control and governance frameworks in 
place within the Group.
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Appendix 7 - Funding and growth 

We intend to fund our growth and development programme to achieve our Business Plan aspirations by:

  • Maximising income from rents while operating within the rent standard associated guidance
   and affordability for customers
  • Maximising funding from revenue and grants, and capital contributions from public bodies,
   and other stakeholders
  • Delivering value for money by making improvements to services and reducing costs
  • Reinvesting the proceeds of asset sales
  • Generating and reinvesting the proceeds of other non-social housing activities
  • Using appraisal criteria to determine if individual projects are viable
  • Securing funding, through debt, to the extent that it can be supported by continuing operating 
   surpluses.
 

Operational excellence

For the Group to achieve its Business Plan objectives, we must focus on value for money and operational 
and technological excellence. We aim to focus on efficiency improvements to enable us to invest in 
customer service improvements and community services. We will:

  • Review processes to establish better ways of working
  • Achieve economies of scale
  • Maximise the use of technology and our mix between technology and colleagues to deliver a 
            digital-first approach
  • Strive to eliminate waste and duplication
  • Negotiate better prices and generate enhanced value
  • Strive to be a low-cost, high performing organisation
  • Understand the cost of services
  • Analyse return on assets
  • Be open and accountable to all stakeholders
  • Use Lean System approaches to reduce waste in business processes and continuous    
   improvement methodologies to deliver change and innovation.
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Appendix 8 - Annual Business Plan cycle 

Reviewing and monitoring the plan
Before the start of each year, the board reviews the strategic aims and business objectives. This feeds into 
a review of the financial plan, which should be read in conjunction with this Business Plan.

In parallel with this, each section or team produces a delivery plan containing detailed tasks and 
performance targets, with particular emphasis on work for the following year. This feeds into the Group’s 
operational plan that enables us to monitor and manage our progress towards our targets.
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These tasks are produced in parallel with the budget process; all budget holders are required to link each 
operational task with a relevant budget heading and vice versa. 

Together the operational plans and the relevant headings represent our detailed plans for achieving our priorities.
 
In addition:

  • The boards will receive annual progress reports against the Business Plan
  • A yearly review of progress against the overall plan will be published in Progress Housing Group’s  
   annual report and tenant annual review
  • Personal objectives agreed with each colleague in the annual personal review and development 
            meeting will be directly linked to operational plan tasks, to business priorities, and the Group’s 
            overall strategic aims
  • Regular one-to-one meetings will ensure that operational plans will be kept up-to-date and that   
   progress against business priorities is monitored
  • Progress Housing Group’s Senior Management Team will monitor progress against this plan
  • The Group’s Value for Money (VFM) Strategy and annual statement are aligned to the plan’s  
   objectives and a VFM Performance Working Party closely monitors progress against this and
   reports to board
  • Monitoring and reviewing
  • Vision and values
  • Review of operating environment
  • Team and individual performance objectives
  • Operational delivery plans
  • Strategic aims
  • Review of risks
  • Performance targets and measures
  • Business priorities, critical success factors.
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